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= JI TELEPHONE ETIQUETTE
el & IN A POST-POLITE
SOCIETY

or
Strategies for Handling Telephone &
Email Communication Without
Losing Your Mind {or Your Job!)
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Defense Attomeys |
Defendants
Police Officers
Victims
Witnesses
Other Agencies
Random Nuts

’ .

 oConfidentiality
¢ Professionalism

o Security

7/24/2015

$ G «‘“‘ al

) '
[ [ g
* oo Frdey” o el tes
o =

¥
R |




Confidentiality
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THREE MAY
KEEP A
SECRET, IF
TWO OF THEM
ARE DEAD.

THREE MAY
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Defense Attorneys

Scheduling

Interviews

Disclosure

What else?
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W
Defendants '*
2 Self- 2 Scheduling
represented o Intocsicws
2 Gone Rogue ¢ Disclosure
o Family © What else?
Members
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Victims

¢ Professionalism
& support -
always.

¢ What are
potential issues
in speaking
with victims?

Law Enforcement

# Scheduling
o Interviews
o Evidence

¢ Subpoenas
o lssues?




Random Nuts
| {as opposed to those that are not

4 2 Read about your
i attorney In the
paper.

¢ Is an “expert” on
{fill in the blank)

# Posesasa
witness who has
secret info on your
case.

o Others?

Professionalism
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Dealing With Difficult Callers

o Breathe.

= Establish who Is calling and what thay
want.

# Listen. Sometimes this takes a while.

o Try to narrow down the problem:
“What can | do to help you?"

# If you can’t help, explain why you can't.

# If someone elsa can help, forward the
call.

Dealing With
Unreasonable Callers |

# You don't have to

| listen to insults,
profanity or name-
calling.

o Do your best to try
and reason with
the caller.

n GENTLY hang up
the phona.
Document the call.
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| | don't get nearly enough
| redit for managing not
| tobea viclent
| psychopath.
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TO BE PATIENT
- WITH BAD ONES.

YOU

o Represent the attomey(s) you
work with.

o Represent your elected /
appointed official.

« Represant the State of Arizona.
o Represent — YOU.
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A Handy Guide to
Understanding Attorneys

Security
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ATTENTION!
Don’t Minimize These Calls

o Threats of any kind to you, the
attorneys, your office or anyone
else.

¢ Repeated, harassing callers.

© Threats to harm self or others.
& Others?

ATTENTION!
Don't Minimize These Calls

o Get as much information as
possible.

o Contact your supervisor
immediately.

¢ Contact an investigator and / or
law enforcement.
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THANK YOU
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We Couldn't do it Without

You!
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